RE: CG Docket No. 03-123

Federal Communications Commission (FCC)
445 Twelfth Street SW

Washington, DC 20554

Dear Chairman Martin, Commissioners Adelstein, Copps, McDowell, and Tate:

I am a deaf person and I use Video Relay Service (VRS) to communicate. I was appalled to learn
that the FCC staff is intent on drastically cutting the VRS rate, and effectively cutting VRS
availability for the deaf. Instead of seeking to limit the number of deaf people with VRS access,
the FCC should do everything in its power to make VRS available to more deaf people.

I, along with other Deaf individuals, use these services in both my work and personal life. It is an
important way in which I/we communicate with both hearing and deaf individuals. [ urge you to
do everything you can to make VRS service available to the many deaf people who currently do
not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

* Serve more deaf people, not discourage them from reaching out to more deaf people

* Provide interpreter training programs so that there will be an adequate number of
qualified interpreters for VRS and the local Deaf communities

¢ Provide service and technology improvements, such as the development of new
videophone equipment, fulfilling the Americans with Disabilities Act (ADA) mandate of
functionally equivalent telecommunications services

I, along with other deaf individuals, their families and coworkers, depend on VRS and other
relay services.

Please stop any VRS program cuts and fulfill the mandate of the Americans with Disabilities Act
(ADA) to provide deaf people with functionally equivalent telecdmmunications services.

Sincerely,
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RE: CG Docket No. 03-123

Federal Communications Commission (FCC)
445 Twelfth Street SW

Washington, DC 20554

Dear Chairman Martin, Commissioners Adelstein, Copps, McDowell, and Tate:

I'am a deaf person and I use Video Relay Service (VRS) to communicate. I was appalled to leam
that the PCC staff is intent on drastically cutting the VRS rate, and effectively cutting VRS
availability for the deaf. Instead of seeking to limit the number of deaf people with VRS access,
the FCC should do everything in its power to make VRS available to more deaf people.

L, along with other Deaf individuals, use these services in both my work and personal life. It is an
important way in which I/we communicate with both hearing and deaf individuals. I urge you to
do everything you can to make VRS service available to the many deaf people who currently do
not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

8 Serve more deaf people, not discourage them from reaching out to more deaf people

8 Provide interpreter training programs so that there will be an adequate number of
qualified interpreters for VRS and the local Deaf communities

8 Provide service and technology improvements, such as the development of new
videophone equipment, fulfilling the Americans with Disabilities Act (ADA) mandate of
functionally equivalent telecommunications services

I, along with other deaf individuals, their families and coworkers, depend on VRS and other
relay services.

Please stop any VRS program cuts and fulfill the mandate of the Americans with Disabilities Act
(ADA) to provide deaf people with functionally equivalent telecommunications services.

B Fonki

Sincerely,




RE: CG Docket No. 03-123

Federal Communications Commission (FCC)
445 Twelfth Street SW

Washington, DC 20554

Dear Chairman Martin, Commissioners Adelstein, Copps, McDowell, and Tate:

I am a deaf person and I use Video Relay Service (VRS) to communicate., [ was appalled to learn
that the FCC staff is intent on drastically cutting the VRS rate, and effectively cutting VRS
availability for the deaf. Instead of seeking to limit the number of deaf people with VRS access,
the FOC should do everything in its power to make VRS available to more deaf people.

L, along with other Deaf individuals, use these services in both my work and personal life. It is an
important way in which I/we communicate with both hearing and deaf individuals. I urge you to
do everything you can to make VRS service available to the many deaf people who currently do
not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

¢ Serve more deaf people, not discourage them from reaching out to more deaf people

8 Provide interpreter training programs so that there will be an adequate number of
qualified interpreters for VRS and the local Deaf communities

¢ Provide service and technology improvements, such as the development of new
videophone equipment, fulfilling the Americans with Disabilities Act (ADA) mandate of
functionally equivalent telecommunications services

1, along with other deaf individuals, their families and coworkers, depend on VRS and other
relay services.

Please stop any VRS program cuts and fulfill the mandate of the Americans with Disabilities Act
(ADA) to provide deaf people with functionally equivalent telecommunications services.

Sinccrely,. . ’./ ,,,, ) })/ e

(/




'MARYLAND [

RECEVED 1.0 .. -

DEPARTMENT OF ‘

BUDGET & MANAGEMENY | UL 5 2007 |

i
MARTIN O’MALLEY T. ELOISE FOSTER
overer FCC-MAILROOM | ™™
ANTHONY BROWN DAVID ROMANS
Lieutenant Governor June 20, 2007 Deputy Secretary

The Honorable Marlene H. Dortch
Secretary

Federal Communications Commission
445 12" Street, Room TW-B204
Washington, DC 20554

Dear Secretary Dortch,

In accordance with FCC Public Notice CG Docket No. 03-123, the State of Maryland
Department of Budget and Management ts submitting the annual consumer complaint log
summaries for the 12-month period ending May 31, 2007.

From June 1, 2006, to May 31, 2007, Maryland Relay processed 2,908,557 minutes of service.
The State’s telecommunications relay service (TRS) provider, AT&T, recorded six complaints
for the reporting period (Attachment 1).

While there were no complaints formally filed with the FCC during this reporting period,
Maryland Relay continues to work with the FCC to clarify or resolve items as needed. AT&T’s
contract as the provider of Maryland TRS expired on May 31, 2007, after its fifth and final year.
Our new Maryland TRS contract is in place with Hamilton Relay. The new confract term i1s five
years and will expire on May 31, 2012,

For questions or comments, please call me at (410) 767-5891 or frey@dbm.state.md.us.
Sincerely,

Brehda Kelly-Frey, Assistat Dire/c‘ﬁ

Telecommunications Access of Maryland
Maryland Department of Budget & Management

cc: Pam Gregory, FCC Consumer and Governmental Affairs Bureau
Mr. Ellis Kitchen, State Chief of Infoermation Technology
Mr. Gregory McKibbin, Deputy State Chief Information Officer

Attachment 1: AT&T Relay Services Maryland 2007 Annual Summary of Consumer Complaints

~Effective Resource Management-~
301 West Freston Street » Suite 1008A » Baltimore, MD 21201-2305
Tel: (410) 767-6960V/TTY » Fax: (410} 767-4276 » Tolf Free: (800) 552-7724 V/TTY
hitp:/rwww.dbm.maryland gov
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AT&T RELAY SERVICES

_MARYLAND

2007 ANNUAL SUMMARY OF CONSUMER COMPLAINTS

June 1, 2006 through May 31,2007

6/10:2007 2006 2007
MARYLAND JUN JUL AUG SEP ocT NOV DEC IAN FEB MAR APR MAY 10
1 0 0 0 0 0 0 0 0 0 0 0
0 0 0 0 2 0 2 0 0 0 o} 1
1 0 0 0 2 0 2 0 0 0 o] 1
- AT&T RELAY SERVICES - o
L . ~__MARYLAND e e _
ANNUAL SUMMARY OF CONSUMER COMPLAINTS
- ~ June 1, 2006 through May 31, 2007 -
- Comptaint Summary by Category - . -
6/10/2007 2006 2007
Category JUN JuL AUG SEP ocT NOv DEC JAN FEB MAR APR MAY To
rency 1 0 c 0 0 0 0 0 0 0 0 0
tiality 9] 0 0 0 ¢] 0 0 8] 9] 4] 0 0
2 0 0 0 0 1 0 0 o 0 0 0 0
SUes 0 0 0 0 1 o] 2 0 0 0 0 0
eplacement 0 0 4] 0 o] 8] o} 0 0 0 0 0
Parformance 0 0 0 0 0 o} 0 0 0 ] 0 1
k.ccommodation 0 0 0 0 0 0 a 9] 0 o] 0 0
Total 1 0 0 0 2 o] 2 0 0 o] 0 1
yland 2007 FCC Complaints Log.xls Pz



RECEIVED & INSPECTED

JuL b 2007

RE: CG Docket No. 03-123
Federal Communications Commission (FCC)

445 Twelfth Street SW FCC - MAILROOM

Washington, DC 20554

Dear Chairman Martin, Commissioners Adelstein, Copps, McDowell, and Tate:

I am a deaf person and I use Video Relay Service (VRS) to communicate. [ was appalled to learn
that the FCC staft is intent on drastically cutting the VRS rate, and effectively cutting VRS
availability for the deaf. Instead of seeking to limit the number of deaf people with VRS access,
the FCC should do everything in its power to make VRS available to more deaf people.

I, along with other Deaf individuals, use these services in both my work and personal life. It is an
important way in which I/we communicate with both hearing and deaf individuals. I urge you to
do everything you can to make VRS service available to the many deaf people who currently do
not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

¢ Serve more deaf people, not discourage them from reaching out to more deaf people
Provide interpreter training programs so that there will be an adequate number of
qualified interpreters for VRS and the local Deaf communities

o Provide service and technology improvements, such as the development of new
videophone equipment, fulfilling the Americans with Disabilities Act (ADA) mandate of
functionally equivalent telecommunications services

I, along with other deaf individuals, their families and coworkers, depend on VRS and other
relay services.
Please stop any VRS program cuts and fulfill the mandate of the Americans with Disabilities Act

(ADA} to provide deaf people with functionally equivalent telecommunications services.

Smc%rely,
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RE: CG Docket No. 03-123 ! 2007 ,llune 26, 2007
Federal Communications Commission (FCC) { FCo .. !

445 Twelfth Street SW G0,

Washington, DC 20554 T

Dear Chairman Martin, Commissioners Adelstein, Copps, McDowell, and Tate:

[ am a deaf person and I use Video Relay Service (VRS) to communicate. I was appalled
to learn that the FCC staff is intent on drastically cutting the VRS rate, and effectively
cutting VRS availability for the deaf. Instead of seeking to limit the number of deaf
people with VRS access, the FCC should do everything in its power to make VRS
available to more deaf people.

L. along with other Deaf individuals, use these services in both my work and personal
life. It is an important way in which I/we communicate with both hearing and deaf
individuals. I urge you to do everything you can to make VRS service available to the
many deaf people who currently do not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

o Serve more deaf people, not discourage them from reaching out to more deaf
people

+ Provide interpreter training programs so that there will be an adequate number of
qualified interpreters for VRS and the local Deaf communities

o Provide service and technology improvements, such as the development of new
videophone equipment, fulfilling the Americans with Disabilities Act (ADA)
mandate of functionally equivalent telecommunications services

I, along with other deat individuals, their families and coworkers, depend on VRS and
other relay services.

Please stop any VRS program cuts and fulfill the mandate of the Americans with
Disabilities Act {ADA) to provide deaf people with functionally equivalent
telecommunications services.

Sincerely,

Jodi Smith
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Ore On Public Utility Commission
550 Capitol Street NE, Suite 215

Theodore R Kulongoski, Governor Mailing Address: PO Box 2148
Salem, OR 97308-2148
Consumer Services
1-800-522-2404

LLocal: 503-378-6600
Administrative Services
503-373-7394

June 22, 2007

Mariene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street SW, Room TW-A325
Washington, DC 20554

RE: In the Matter of Telecommunications Relay Services and Speech-to-Speech Services for
Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Dear Ms. Dortch,

The State of Oregon has enclosed materials to address the Federal Communications Commission (FCC)
mandate that an annual log of all consumer complaints that allege a viclation of the federal minimum
standards for Telecommunications Relay Services be filed with the FCC.

¢ Enclosed is the annual Complaint Log which includes complaints received between June 1, 2006
and May 31, 2007 with the date of complaint, the nature of the complaint, the date of its resofution
and an explanation of the resolution.

An additional copy has been mailed to

Pam Gregory

Federal Communications Commission
Consumer and Governmental Affairs Bureau
445 12" Street, SW, Room 3-C417
Washington, DC 20554.

If you have any questions or concerns, please contact me at 503-373-1400 or via e-mail at
ion.cray@state.or.us.

Respectfuily,

Jon Cray, RSPF Program Manager

CC: Pam Gregory, FCC
l.ee Beyer, PUC Commission Chairman
Ray Baum, PUC Commissioner
John Savage, PUC Commissioner
Rick Willis, PUC Executive Director
David Poston, PUC Central Services Division Administrator
Damara Paris, Sprint Nextel Reiay Program Manager




Sp ri nt ) Sprint Nextel Damara Paris

700 SW Taylor, STE 300 Relay Program Manager
Together with NEXTEL Portland, OR 97205 Email: damara.g.paris@sprint.com
800-750-5894 Voice ’
503-937-2409 TTY
913-523-9873 FAX

June 13, 2007

Mr. Jonathan Cray, RSPF Manager
Oregon Public Utility Commission
Telecommunication Assitance Programs
550 Capitol Street NE, STE 215

Salem, OR 97301-2551

Re: in the Matter of Telecommunications Relay Services and Speech-to-Speech Services for
Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Dear Mr.Cray,

Sprint has provided you the following information to support your filing with the FCC for the State of
Oregon:

e An annual Complaint Log which includes complaints received between June 1, 2008 and May
31, 2007 with the date of complaint, the nature of the complaint, the date of its resclution, and
an explanation of the resolution.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained a log of all
consumer complaints that allege a violation of the federal minimum standards for Telecommunications
Relay Services and is providing you with a summary to file with the FCC. You must reference to the
CG Docket 03-123 in the subject line, as done above.

In its Public Notice, the FCC requests information concerning the total number of interstate reiay calls
by type. This information is not currently required by the Rules, and the FCC cannot impose additional
reporting requirements absent a rulemaking and absent approval from the Office of Management and
Budget. in fact, the staff has informed Sprint that the provision of call volume data will be voluntary.
Thus, you are not required to provide the number of relay calls with your reports and your submission
will be considered to be in compliance with the Rules without such information.

Sprint has decided to provide information to the FCC concerning the number of calls. However, Sprint
will do so under seal since call volume information is proprietary and confidential. Sprint believes that
the more relevant number for comparison with the total number of complaints is the total number of
outbound calls.

Please note that for your state you must send (1) an original and four copies of the printed report and
(2) an electronic copy of the complaint log on a CD (formatted in an IBM compatible format using Word
97 or compatible software) on or before Monday, July 2, 2007. These items should be sent to the
Commission's Secretary (via US Postal Service, First Class Mail, Express Mail or Priority Mail):

Marlene H. Dortch,

Office of the Secretary

Federal Communications Commission
445 12" St., SW, Rm TW-B204
Washington, DC 20554




Complaint Tracking for OR {06/01/2006-05/31/2007). Total Ocm"o:.mlq Contacts: 64

of Compldint

of

hung up after the third outbound ring.

‘om_.m‘ma ‘ >ﬁo_omﬁwa ta customer; ne follow up requested. Team Leader (TL)
met with the agent, who does not remember the call. TL coached the
agent on proper call procedures.

06/23/06]TTY customer called stating that agent hung up and did not dial as
rqmncmmﬁma.

06/26/06§Spoke with the CA, who stated that he is seeing a lot more calts that
drop or disconnect with no apparent reason. Reminded the CA that if
he has calls that abruptly disconnect during the call or at the start of
the calt, to inform a superviser to check for possible technical
problems. CA said he understands why he shouid contact supervisor
fwhen this happens.

CB/2BI0BITTY customer stated that the CA connected her and typed an
explanation of how the person answered the phone, then there were
Jbeeps an the line that told her that the CA hung up.

06/28/061Apclogized for the inconvenience and stated this would be forwarded
to the appropriate superviser. Supervisar stated this agent had called
her over to the station stating her headpiece fell on the keyboard
which caused her to lose the call, prior to the complaint coming in. A
follow up letter has been sent explaining problem. Supervisor stated
that the agent was able to explain the preblem to the outbound party.

07/08/06]On 07/06/06, TTY customer told agent to dial number, and the agent
typed bye SKSK. Customer repeated the request, but the agent
appeared to hang up. X

07/08/06JApologized to customer. Follow up was requested via mail.
Forwarded complaint on to agent's supervisor. TL spoke with the
agent abeut disconnecting the call. Agent does not remember the
call, but states that he followed procedure when disconnecting a#
calls. Sent a letter to customer to follow up.

oﬂmm\omﬁ TTY customer called to state that s/he seemed to be disconnected
by the agent while talking with his/her mother on the phone.

08/24/08}Apologized to customer; follow up requested.

oﬂw:omf._uﬂ,_\ customer cailed to complained that agent dialed the wrong
number.

07/31/06§Apologized to customer; follow up requested. Discussed the
comptaint with and coached operator on procedures, and followed up
with custormner.

oiwl_\om_l_ Y customer complained that agent dialed the wrong number.
Apologized to customer. Follow up requested.

07/31/06dApologized to customer. Follow up requested. Forwarded complaint
to TL with instructions to coach the CA on proper procedures when
dialing 2 wrong number such as immediate credit. Foilowed up with
customer via letter.

0B/08/0BITTY customer stated that during a business call, the operator made
a mistake and hung up. Customer stated this operater needed
additional tratning.

08/21/06JApologized to customer. Follow up requested. This agent is no longen
employed with the retay service. Followed up with customer and

explained that this agent is no longer employed, therefore, further
investigation is impossible. Customer was satisfied with response.

08/11/Q6]TTY customer stated that she gave the agent her calling card 800
number and PIN to get the balance of her calling card minutes. She
stated the agent did nothing, and then hung up op her.

08/11/08)Apotogized to customer. Follow up requested via TTY. Coached
agent on call procedures. Followed up with customer on 8/11/06

om\miomh_ TY customer stated the agent hung up on her.

08/22/08JApologized to customer. Follow up requested. Coached agent on call

Jprocedures and followed up with customer on 8/22/06.

e
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1/06

Nzture of Comiphiint

because of her number being blocked. The person she is calling will
not accept her call.

OR voice customer could nat get through to the number she is calling

210

; Explanation of Resolution

Reviewed the database and found that there is permission to send
the number to the called party. Apolegized to the customer and
turned in 2 trouble ticket. Customer wanted follow up by the account
manager. Trouble ticket was closed after the protlem had been
resolved. Left a voice mail letting customer know that the issue had
been resolved and to contact if there are additional problems.

4/06

Voice caller stated his wife is having a great deal of garbling on her
VCO Ameriphone. Agent attempted to rule out easy fixes for the
garbling problem. Caller would like a voice-to-voice call back to
troubleshoot the problem extensively, If the problem cannot be fixed
the caller would like information on how to proceed.

10/18/064

Atternpted to reach customer on 10-02-06, 10-04-06, 10-18-06.
Complaint is closed due to inability to reach the customer.

7/06

7/06

OR TTY user complained that agent did not follow instructions and
hung up on the outbound answering machine recording during a call
on 9/6/2006.

09.’07!061Ap0|ogized; no follow up requested. Supervisar met with agent, who

stated customer requested a hang up after answering machine
message was already finished. Agent does know the importance of
following customers instructions.

OR TTY user complained that agent typed entire answering machine
recording instead of hanging up on the recording as requested.

OQITEG-‘Apo[egized; no follow up requested. Supemvisor coached agent (o

follow customer instructions. Agent understood.

5/06JTTY customer stated that agent did not follow his instructions to not

type out the outbound answering machine message. The instructions
were that if the agent reached an answering machine, to just hang
up, but the relay agent typed the entire message.

09/15/06

Apologized: no follow up requested. Supervisor coached agent to
follow customer instructions. Agent understood.

3/06)TTY caller stated that while trying to access information about a 8C0

2/06

5106

calling card number, the agent was rude, kept interrupting the
customer, and didn't type out the recording.

DgizgfoéAgent was coached by TL on the proper procedures for following

customer instructions and keeping the customer inforrned, not
interrupting custamer, and being friendtier. Customner did not request
a follow up.

placing the call.

TTY Caller stated that agent did not follow instructions to hang up if 10/02/06§Apologized to customer. Discussed with agent the procedures for

an answering machine was reached on the call. Agent instead typed following customer instructions. Agent understood. No follow-up was
ans. mach. message. requested.

OR TTY caller called to complain that agent disconnected without 10/13/06} Apclogized; no fallow up requested

306

7106

When TTY user called relay, the first three numbers were typed to
the agent when the call was disconnected.

10/16/06)Apolagized and reassured customer that agent would be coached.

Agent was coached on appropriate call procedures.

TTY Customer said she had four agents during the duration of her
call.

10/18/06]

Apologized to customer FCC requires that an agent be on a cali for
at least 10 minutes before it is taken over. FCC requirements were
met. No follow up requested.

UOSTTT Y caller believes agent hung up on him/her, Customer called the

same outbound number four times in a row and then asked the agent
to continue dialing. After ringing for a while, the call was
disconnected

10/2410

Apologized. Supervisor met with the agent, who did not remember
this call and would never hang up on a customer. Agent
demonstrated knowledge of the importance of not disconnecting calls
and is aware of the consequences of daing so. No foliow up
requested.




JNature of Complaint

Explanation of Resolution

TTY customer stated that he called Oregon Relay a couple of days
ago and the operator told him that he remembered customer from a
previous call and that he ceculd not place prank calls. Customer he
did not know what operator was referring to and asked te speak to
supervisor;, when supervisar by the name of Abe came on the line, he
too told customer that he could not be placing prank cails. Customer
stated that he uses relay to call Deaf friends and knows what he is
doing in regards to the use of Relay.

Apologized to customer and informed him that someoneg would be in
contact with him per his request. Relay Program Manager for
QOregon contacted customer by e-mail at 10:40 AM Specified in the e
mail to the customer that due to the lack of necessary information to
track the call {(no agent ID) or dates/times, we were unable to take
further action. Advised the customer to note agent 1D and dates and
times of calls in the future so that we can assist him with his
concerns. Closed due to lack of information.

03/08/07

OR VCO customer called to comptain that when she placed a phone
call and wanted to leave a message, the agent did not let her know if
the message had been left. Caller stated that the phone call was
placed around 7:45pm PST.

Q3/08/07]

Apologized for the inconvenience. Agent has been coached on
proper calling procedures. No follow up was regquested.

pecple could not hear her voice, but had no problem with incoming
calls.

03/1 ._Bﬁ.<o_nm customer called in to customer service and it came in on the 03/11/07|Attempted to provide the person with 860 number for the voice users
TTY line. The system did not detect ASCII so it automatically for the Oregon Relay Center but he did not want it. Informed
switched to the voice line. RCS answered the call and the person customer that the complaint would be logged, and asked if he wanted
shared the problems experienced with the Oregon Relay Center. He to have a follow up; he declined. No agent |10 provided. Unable to
stated that every time he calls 711 with his cell phone, he gets the research without this information.

Oregon Relay Center but he gets put on the TTY iine and the system
switches him to the voice line; the cperators do not give the greeting
for a voice user - they just hang up. He has spoken to supervisors
about this and they did not help him. He stated that the cperators
and the supervisors he has spoken with are rude.

03/12/07]TTY caller said agent was very rude to him and his son. 03/112/07] Agent was coached on appropriate communication protocols.

03/13/07|Voice customer placing cafl to VCO user reported that the agent 03/13/07]Apologized and informed the custormer that concerns wifl be
typed without spaces, was inaccurate, and misspelled words: Caller forwarded to center handling call. Met with agent, who did remember
commented that both parties were not getting the full conversation; a VCO call in which the VCQO was complaining of bad typing. Agent
voice customer also stated that the agent did not ask for a siower said typing was clear on her screen and VCO must have been
pace when questicned if there was a problem, and respended with a getting garbling. This was witnessed by another supervisor. Voice
negative tone. When inaccurate typing continued, both customers customer then informed agent that she was geing to hang up and
asked agent if they could have another agent and were then placed redial. Agent appeared to have followed procedures
on hold.

03/13/07|CapTel user complained about the accuracy of capticns 03/13/07 Apologized for incidence and thanked customer for the feedback and

said that information would be shared with appropnate captioning
service staff for follow up. Suggested customer document the date,
time and CA number for more specific follow up.

03/13/07]VCO customer unable to make outgeing calls via OR Relay. Stated oa:oaﬂhﬁo_oownma for inconvenience; customer requested follow up ASAP

Contacted customer at 3:30 pm with no response. Contacted
customer again on 3/30/ 07 at 9:00 am, 4/2/07 at 11:12 am and
4/10/07 at 5:30 pm. Complaint closed due to lack of customer
response.




it
5/07

Nature of Complaint

OR VCO user had trouble connecting, and agents could not hear
him. issue ocours frequently, with no specific times or dates given.

“[Explanation of Resdlution

Resalution is fCustomer would not give information to establish a trouble ticket,
pending and }saying the agents already have that. Apologized and explained that

will be technicians are aware of issue and working to correct it. Provided
resoived VCO #, and suggested also to have his 30-year-old TTY device
within the checked. Custormer requested follow up. Contacted customer, but

the call was cut off in the middle of the conversation. After 30
minutes of redialing and receiving a busy signal, discontinued calling,
Cailed customer again and informed him that this issue will be
escalated to a technician.

required 180
days.

9/07

OR VCO customer called to complain that for the past month no one
Wshe‘s calling has been able to hear her. The last incident was 3/18/07
at five or six p.m.

Resolution is JApologized; follow up requestsed. Trouble ticket states that the
pending and  |ptatform for VCO has a voice degradation bug and a release to fix
will be the bug has been scheduled for release. Contacted customer to
resolved report the resolution on four occasions---3/22/07 at 4 pm, 3/30/07 at
within the 9:30 am,4/27/07 at 2 pm, and 5/15/07 at 11:25 am. Unable to reach
required 180 jcustomer.

days.

2/07

TTY caller complained that agent said one mement please, and then
hung up on both inbound and outbound callers.

03/22/07fThanked caller for the feedback and apologized for inconvenience. S
upervisor followed up on this incident with agent and coached on
proper call procedures. Customer did net request a follow up.

3707

TTY Customer stated that agent dialed the call out and the phone
rang, and then the agent disconnected the call, which was very
urgent.

03/23/07Apologized to customer for the incanvenience. Unable to coach the
agent without and agent ID number. Ne follow up requested.

8/07

OR VCO user very displeased with service. Customer unable to
make an International calt to directory assistance.

03/28/07|Apologized and explained International long distance is required for
any caller who makes International refay calls, and that DA calls
within U.S. is provided as courtesy through relay. Referred customer
to her long distance provider. Customer refused to leave a follow up
comact, therefore this complaint has been closed.

3707

CR VCO customer complained that when fe dials out through relay,
he is not getting information about whether the call is local or lang
distance. The jast calt was approximately 12:15 p.m on 3/25/07.

04/27/07}Apologized for inconvenience. Opened trouble ticmolluw-up

requested. Followed up with Customer in person to discuss this
issue. Trouble ticket could not repreduce the problem and advised
the customer that more infarmation 1s needed regarding the number
calling from, dialed to in order to research the problem. Customer
agreed to provide this information if this occurs again.

5107

VCO customer called to complain that he is not being heard by
outbound parties when he calls via relay He has to call back to be
heard. The last time this happened was 4/5 at 9 a.m. PDT.

Resalution is JApologized for inconvenience. Opened a trouble ticket. T:Ellow-up
pending and  Jrequested. Met with customer on 4/27/07 to explain that the system
Iwill be was being worked on and a resolution is scheduled to be released in
resolved the summer

within the
required 180
days.




JNature of Complaint

10/24/06]OR TTY customer complained that the agent discornected him after
he made a call. He had paused to write down an extension number
for his own records, and when he came back, the operator was gone.
Apologized for inconvenience. No follow-up requeested.

agent to ensure proper proceduers were followed.

10/25/06 0m|_u.._“m_ customer called to complain about an Account Login Failure.

10725/06}Unit's account activated, Unit now operational and customer is able
to use his phone.

11/01/06 Omvﬂm_ customer catled to share feedback on the accuracy of
captions during operator switches.

11/01/06dApologized for inconvenience and thanked for feedback. Passed the
feedback to the Captioning Staff. Customer did not request a follow
up.

‘_:woamﬂ,« Customer gave a calling card number, PIN and number to dial.
Agent did not respond and did not dial. Customer clock said 8:35
when she sent info. At B:37 her TTY beeped and showed that the CA
hung up. Customer would like the CA's supervisor to find out what
happened and send her a follow up letter.

12/06/064Agent was coached by TL on the proper procedure for handling
|prepaid calling cards. Also coached on improperly discennecting
callers and the ramifications invalved. TL wrote a letter on 12/06/06
with contact results.

12/01/08TTY Customer said agent was not relaying what was typed but
relaying what she thought was said, and putting her words in place of
his. Customer said agent was making up stories and repeating wrong
things. When the customer asked if agent was relaying the
conversation properly, the agent replied I'm on the clock until ten.
Customer threatened legal action.

01/18/07jApologized; customer requested follow up. |D number does not
Jcorrespond to any agent currently working. Called customer and left
message regarding this information. Custorner did not respond back.

12/05/08]TTY Customer stated she gave the phone number to agent to make
gm call, but agent typed sksk and then hung up on her.

,,m_,wm\qmw.;vo_oo_uma and assured this would be forwarded to appropriate
supervisor. Discussed proper procedures with operator. Account
Imanager to follow up as requested.

12/26/06]HCO customer unable to call long distance.

12/26/06)Apologized and opened a trouble ficket. Follow up requested.
Contacted customer through relay on 12/29/2008, Was unable to
communicate effectively with the HCO user on the phone. Resumed
communication by e-mail on 12/29/2006 Account manager asked for
clarification because it appeared the TTY was malfunctioning and
causing the problems with long distane calls through the relay.
Continued communication on 1/2/07 and 1/12/07 with suggesticns to
contact the PUC for replacement equipment. Complaint closed due
to satisfactory follow up.

01/05/07]Caller inquired as to why CAs were not given hearing tests before
4um_:m hired at relay and why relay hires people with deep accents,
She would like some answers. She was a part of the rally to get TRS
funding.

01/05/07fNen-agent error. Letter was sent to customer per follow up request

01/15/07§CapTe! user called to complain about a general technical issue that
occurred during a CapTel call.

01/15/07]identified cause of incidence and further advised customer on this
one time incidence. Customer satisfied with resolution.

gt e
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1/07

3107

2/07]

=Natl.rre" of Cofnplaint

TTY Caller stated that agent disconnected call when calling
Customer Service. Wanted to enter a formal complaint.

supervisor. Would like a call back via TTY. Complaint was about
supervisor hanging up; supervisor tried 3 times to talk to customer
and was hung up on. Customer Service called customer to explain
this and and before they were finished identifying themselves,
icustomer hung up. Complaint closed due to inability to communicate
with custorner,

TTY Customer reports CA was unresponsive on 1/23/07. He did not

T(eep customer informed during the call.

01/23/07 Apologized; follow up requested. This agent was terminated on
1/23/07 for similar quality of service complaints witnessed by a

{supervisor. Communicated this to customer.

ﬁY caller stated that agent was rude and did not tell customer how
many minutes were remaining on the custemer's calling card during
the call,

02/02/0?'Apo|ogized to customer. Agent was coached on the importance of
relaying all information inctuding minutes left on calling cards. agent
understood Customer did not leave contact information to follow up

7707

T

VCO Customer could not be heard when connected to party.

lon resolution.
02/15/07fApologized for the problem and opened up a trouble ticket. Follow up
necessary for problem resolution. There was not encugh information
to resolve this issue. Without the date and time, there was no ability
to research the log files to see what might have occurred during the
call. Called customer on three occasions to gather more information,
but customer did not answer. This issue closed due to lack of
customer response.

TTY caller contacted RCS because the agent did not tell the
customer how many minutes were left on her phone card, The
customer asked severaf times but did not get a response on the
minutes an her card.

02/12/07fF orwarded on to correct center for followup. Agent has been
coached on the importance of typing remaining number of minutes
on calling card. Agent understood. Customer did not give contact
information to follow up on resolution.

/07

CapTel user called to report that s/he was unable to dial regional 800
number

02/28/07|Technical Support made adjustment so CapTel user can successfully]
make captioned call to regional 8C0 number.

707

CapTel network issue was identified by Capfrei user.

(3/05/07fTechnical problern identified. Resolution provided by network vendar.

W?lCapTel network issue was identified by CapTel user.

03/05/07] Technical probler identified. Resoiution provided by network vendor.

707

CapTel customer complained regarding about the accuracy of
captions.

03/05/07)Customer shared feedback regarding captioning speed. Apoclogized
for the incidence and thanked customer for the feedback; assured
that information would be shared with appropriate captioning service
staff. Suggested customer document the date, time, and CA number
for more specific follow up.

/07

CapTel network issue was identified by CapTe! user.

03/06/07Technical problem identified. Resolution provided by network vendor.




te turn off Turbo Code.

JNature of Coriplaint - fDafeof 'FgE’i:’piEa‘iﬁéﬁbh of Resolution
_ _ _|Resolution _ _ ,
/O7TTY Customer stated that agent did not follow database instructions 04/23/07|Apologized for the inconvenience and assured customer that this

would be forwarded to an appropriate supervisor. No follow up
requested. Agent remembered this call and had a supervisor assist
with disabling Turbo Code. The correct procedures were followed and
Turbo Code was disabled but customer kept insisting that it was not.

107

{7TY customer stated she gave number to dial, waited for dialing, and
the agent hung up on her. The call happened around 11:30am
(Oregon time).

84/12/07]

Met with CA, who did not remember the call. CA stated they did not
hang up on the call. CA felt that perhaps the call had dropped as they]
had one call that disconnected after dial out. Did not remember if it
was Oregon. TL foillowed up with the customer per request.

107

Voice caller stated that Agent made inappropriate sexual comments

04/18/07]

TL met with agent and discussed the importance of foliowing
customer instructions. Went over proper call procedures and
discussed the consequences of deviating from those procedures.
Agent understood.

107

07

OR VCO customer called to complain that people are still unable to
hear him through the relay, both inbound and outbound.

Resplution is
pending and
will be
resolved
within the
required 180
days.

A Trouble Ticket was turned in previously on this issue on April 5 but
no resolution was received. This last occurred 4/19/07 approximately
9:25 a.m. Apologized for the inconvenience and opened another
trouble ticket. Follow-up requested. Met with customer on 4/27/07 to
explain that the system was being worked on and a resolution is
scheduled to be released early summer.

CapTel customer called to complain about eche sounds on the
CapTel

04/23/07]

Advised customer to make use of volume settings to optimize sound
quality on CapTel phone Advised customer how to praperly hold
handset for echo reduction.

a7

OR VCO customer had volume issues through relay service.

Apologized and turned in a Troubte Ticket; a previous Trouble Ticket
was turned in on 4/19/07. Also gave customer the RFM phone
number. No follow up needed. RPM met with the customer on
4/27/07 to discuss concerns; customer continues to struggle with the
WVCO issue. Customer has also recently made arrangements to
receive a CapTel phone and will try using CapTel instead of VCO to
Jsee if this works for him. RPM agreed to follow up in one manth.

o7

OR VCO customer stated on numerous occasions he has attempted
to place calls through relay and the outbound individual cannot hear
him. The most recent was on 4/25/07 at approximately 1 PM
Customer placed call to equipment program using relay and the
equipment program staffer was unable to hear his voice.

Resolution is
pending and
witl be
resolved
within the
reguired 180
days.

Apologized to customer and turned in a Trouble Ticket Follow up
requested by a Technician and the Account Manager. Also gave
customer the RPM phone number. No follow up needed. RPM met
with the customer on 4/27/07 to discuss concerns; customer
continues to struggle with the VCO issue. Customer has also
recently made arrangements to receive a CapTel phone and wil try
using CapTel instead of VCO to see if this works for him. RPM
agreed to follow up in one month.




Date of Nature of Comiplaint
Camplaint

xplanation of REsolution

05/02/07 fOR VCO customer stated the macro that states if the call is local or
long distance is not received.

Apologized to customer. Trouble Ticket was closed after test calls
were made. The macro appears to ba working. Customer did not give|
contact information, and did not request a foliow up.

05/25/07{TTY Customer was frustrated about being unable to connect to a
Spanish operator. As soon as s/he is told s/he will be transferred,
the call disconnects. This was the 8th attempt.

This complaint was recorded at 3:38 pm on 5/25/07. m.mo_om:ma and
forwarded to customer service for further information. Closed contact
after three unsuccessful attempts.

053 10T T TY customer cannot make long distance calls using Comcast as
long distance.

Apologized for the problem and opened macc_m Ticket Sentan e-
mail to customer on 6/1/07 to gather more information. Comcast is
not on the approved Carrier of Choice list. RPM will proceed with the
necessary paperwork to get the Carrier of Choice established.
Customer stated that she was pleased with the proposed soiution.
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JULR O z00/
RE: CG Docket No. 03-123
Federal Communications Commission (FCC) F(} - f’fuﬁ«“ H Jf*

445 Twelfth Street SW SR oo - st

Washington, DC 20554

Dear Chzury Martin, Commissioners Adelstein, Copps, McDowell, and Tate:
s

[ am a»ﬂeaf person and I use Video Relay Service (VRS) to communicate. I was appalled to learn
that the FCC staff is intent on drastically cutting the VRS rate, and effectively cutting VRS
availability for the deaf. Instead of seeking to limit the number of deaf people with VRS access,
the FCC should do everything in its power to make VRS available to more deaf people.

L, along with other Deaf individuals, use these services in both my work and personal life. It is an
important way in which I/we communicate with both hearing and deaf individuals. I urge you to
do everything you can to make VRS service available to the many deaf people who currently do
not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

Serve more deaf people, not discourage them from reaching out to more deaf people

® Provide interpreter training programs so that there will be an adequate number of
qualified interpreters for VRS and the local Deaf communities

® Provide service and technology improvements, such as the development of new
videophone equipment, fulfilling the Americans with Disabilities Act {ADA) mandate of
functionally equivalent telecommunications services

I, along with other deaf individuals, their families and coworkers, depend on VRS and other
relay services.
Please stop any VRS program cuts and fulfill the mandate of the Americans With Disabilities Act

(ADA) to provide deaf people with functionally equivalent telecommunications services.

Sincerely,

Ao, Oagion
&WM, »uﬁ//’w{ﬂ
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May o7 REubh U & INGPECTZD

Federal Communications Commission (FCC) e i
445 Twelfth Street SW sl Al

Washington, DC 20554 |
FCC - MAILROOM |

RE: CG Docket No. 03-123; TRS Fund—Drastic VRS Rate Cuts

Dear Chairman Martin,

Commissioners Adelstein, Copps, McDowell, and Tate:
| am a deaf person and | use Video Relay Service (VRS) to communicate. | was
appalled to learn that the FCC staff is propesing a drastic cut to the VRS rate, and
effectively cutting VRS availability for the deaf. Instead of seeking to limit the number of
deaf people with VRS access, the FCC should do everything in its power to make VRS
available to more deaf people.

|, along with other Deaf individuals, use these services in botk my work and personal
iife. It is an important way in which l/'we communicate with:bath hearing and deaf
individuals. i urge you to do everything you can to make VRS service available to the
many deaf people who currently do not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to: B

¢ Serve more deaf people, not discourage them from reaching out to more
deaf people

¢ Provide interpreter training programs so that there will be an adequate
number of qualified interpreters for VRS

¢ Improve service and technology so the mandate of the Americans with
Disabilities Act (ADA) for functionally equivalent telecommunications
services is met

|, along with other deaf individuals, their families and coworkers, depend on VRS and
other relay services.

Please stop any VRS program cuts and fulfili the mandate of the ADA to provide deaf
people with functionally equivalent telecommunications services.

Sincerely,

Signature .

Printed Name H E. Gowwn T
Address 0. (Box 2.

City Yalladesd

State &

Zip 35161

Email H T Gowpin 833 hotmail, com
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LA <& é"%-z :
Federal Communications Commission (FCC) \Cs'f':‘e <<;N
445 Twelfth Street SW \z;',, (’C{ N
Washington, DC 20554 g 4 a -
SR e
RE: CG Docket No. 03-123; TRS Fund—Drastic VRS Rate Cuts Y

Dear Chairman Martin,
Commissioners Adelstein, Copps, McDowell, and Tate:

| am {§iifilifberson and | use Video Relay Service (VRS) to communicate. | was
appalled to leam that the FCC staff is proposing a drastic cut to the VRS rate, and
effectively cutting VRS availability for the deaf. Instead of seeking to limit the number of
deaf people with VRS access, the FCC should do everything in its power to make VRS
available to more deaf people.

I, along with other Deaf individuals, use these services in both my work and personal
life. It is an important way in which l/we communicate with both hearing and deaf
individuals. | urge you to do everything you can to make VRS service available to the
many deaf peopfe who currently do not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

¢ Serve more deaf people, not discourage them from reaching out to more
deaf people '

o Provide interpreter training programs so that there will be an adequate
number of qualified interpreters for VRS

¢ Improve service and technology so the mandate of the Americans with
Disabilities Act (ADA) for functionally equivalent telecommunications
services is met

1, along with other deaf individuals, their families and coworkers, depend on VRS and
other relay services.

Please stop any VRS program cuts and fuffill the mandate of the ADA to provide deaf
people with functionally equivalent telecommunications services.

Sincerely,

Signature '{“-&J"“""“Gi I
_ e R v

Printed Name \’ \\/J \ ?I/WLZ

Address {BALD Howke (.
City \Lcvo e

State Colvfovnic

Zip 914

/ 25
Email Ktz X0 \Tjo\f\ OC - ¢ o
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Federal Communications Commission (FCC)
445 Twelfth Street SW
Washington, DC 20554

RE: CG Docket No. 03-123; TRS Fund--Drastic VRS Rate Cuts

Dear Chairman Martin,
Commissioners Adelstein, Copps, McDoweli, and Tate:

i am §lidiioerson and | use Video Relay Service (VRS) to communicate. | was
appalled to leam that the FCC staff is I drastic cut to the VRS rate, and
effectively cutting VRS availability for the deaf. Instead of seeking to limit the number of
deaf people with VRS access, the FCC should do everything in its power to make VRS
available to more deaf people.

|, aiong with other Deaf individuals, use these services in both my work and personal
life. It is an important way in which I/we communicate with both hearing and deaf
individuais. | urge you to do everything you can to make VRS service available to the
many deaf people who currently do not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

» Serve more deaf people, not discourage them from reaching out to more
deaf people '

e Provide interpreter training programs so that there will be an adequate
number of qualified interpreters for VRS

+ Improve service and technology so the mandate of the Americans with
Disabilities Act {ADA) for functionally equivalent telecommunications
services is met

I, along with other deaf individuals, their families and coworkers, depend on VRS and
other relay services.

Please stop any VRS program cuts and fulfill the mandate of the ADA to provide deaf
people with functionally equivalent telecommunications services.

Sincerely,
Signature il F Eﬂ/u /L

. 7 77
Printed Name M ARY Fo Ay fF
Address 370 ud EASTor ST
City RiALTo
State CA
Zip 72376

Email —
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Federal Communications Commission (FCC)

445 Tweifth Street SW

Washington, DC 20554

RE: CG Docket No. 03-123; TRS Fund—Drastic VRS Rate Cuts

Dear Chairman Martin,
Commissioners Adslstein, Copps, McDowell, and Tate:

jperson and 1 use Video Relay Service (VRS) to communicate. 1 was

ed to leamn that the FCC staff is proposing a drastic cut to the VRS rate, and
effectively cutting VRS availability for the deaf. Instead of seeking to limit the number of

deaf people with VRS access, the FCC should do everything in its power to make VRS
available to more deaf people.

I, along with other Deaf individuals, use these services in both my work and personal
life. Itis an important way in which I/we communicate with both hearing and deaf
individuals. | urge you to do everything you can to make VRS service available to the
many deaf people who currently do not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

s Serve more deaf people, not discourage them from reaching out to more
deaf people

s Provide interpreter training programs so that there will be an adequate
number of qualified interpreters for VRS

s Improve service and technology so the mandate of the Americans with
Disabilities Act (ADA) for functionally equivalent telecommunications
services is met

I, along with other deaf individuals, their families and coworkers, depend on VRS and
other relay services.

Please stop any VRS program cuts and futﬁll the mandate of the ADA to prowde deaf
people with functionally equivalent telecommunications services.

Sincerely,
Signature . O AN 1,40/\7( : ’\M

Printed Name '\ AJAJA \[\ CLar \ G é{

Address 331 w. Easionw ST
City RiaLlte

State CA.

Zip 73374

Emaii T
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Federal Communications Commission (FCC)
A45 Twelfth Street SW
Washington, DC 20554

RE: CG Docket No. 03-123; TRS Fund—Drastic VRS Rate Cuts

Dear Chairman Martin,
Commissioners Adelstein, Copps, McDowell, and Tate:

| am {iiiioerson and | use Video Relay Service (VRS) to communicate. | was
appalled to learn that the FCC staff is proposing a drastic cut to the VRS rate, and
effectively cutting VRS availability for the deaf. instead of seeking to limit the number of
deaf people with VRS access, the FCC should do everything in its power to make VRS
available to more deaf people.

|, atong with other Deaf individuals, use these services in both my work and personal
life. Itis an important way in which ifwe communicate with both hearing and deaf
individuals. | urge you to do everything you can to make VRS service available to the
many deaf people who currently do not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

¢ Serve more deaf people, not discourage them from reaching out to more
deaf people '

¢ Provide interpreter training programs so that there will be an adequate
number of qualified interpreters for VRS

¢ Improve service and technoiogy so the mandate of the Americans with
Disabilities Act (ADA) for functionally equivalent telecommunications
services is met

I, along with other deaf individuals, their families and coworkers, depend on VRS and
other relay services.

Please stop any VRS program cuts and fulfilt the mandate of the ADA to provide deaf
people with functionally equivalent telecommunications services.

Sincerely,

~ LR O%
Signature :t/a/v%/ a4

Printed Name Onvin  F. HuFF

Address 370 i, FASTen ST
City fi JALT

State A

Zip - 2237L

Email —_—

PRSPy A SV S UV S S
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Federal Communications Commission (FCC)
445 Twelfth Street SW

Washington, DC 20554

RE: CG Docket No. 03-123; TRS Fund-—-Drastic VRS Rate Cuts

Dear Chairman Martin,
Commissioners Adelstein, Copps, McDowell, and Tate:

Aaiperson and | use Video Relay Service (VRS) to communicate. | was

ed to leam that the FCC staff is proposing a drastic cut to the VRS rate, and
effectively cutting VRS availability for the deaf. Instead of seeking to limit the number of
deaf people with VRS access, the FCC should do everything in its power to make VRS
available to more deaf people.

1, along with other Deaf individuals, use these services in both my work and persona
life. It is an important way in which l/'we communicate with both hearing and deaf
individuals. | urge you to do everything you can to make VRS service available to the
many deaf people who currently do not have access to this vital, life-changing service.

The VRS rate should encourage the VRS providers to:

¢ Serve more deaf people, not discourage them from reaching out to more
deaf people

s Provide interpreter training programs so that there will be an adequate
number of gualified interpreters for VRS

o Improve service and technology so the mandate of the Americans with
Disabilities Act (ADA) for functionally equivalent telecommunications
services is met

I, along with other deaf individuals, their families and coworkers, depend on VRS and
other relay services.

Piease stop any VRS program cuts and fulf' Il the mandate of the ADA to prov:de deaf

people with functionally equivalent telecommum tior?semces
- Vs

Sincerely, T - gy

P e s
Signature (e 2 L

_ L ¢ -

Printed Name  ( dg/srcpdrr M Flo FF
Address 37¢ W EAsTesn ST,
City RUALT e
State C A
Zip - 93374

Email




